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Q.  Please state your name and business address. 1 

A. My name is Gretta Knight, and my business address is 106 E. 2nd Street, 2 

Davenport, Iowa 52801. 3 

Q. By whom are you employed and in what capacity? 4 

A. I work for MidAmerican Energy Company (MidAmerican or Company) as the 5 

Manager of Customer Accounting. I oversee credit, billing and remittance 6 

operations for the company. 7 

Q. Please describe your occupational background. 8 

A. I was appointed to my current position as Manager, Customer Accounting in 9 

September 2000.  I served as Billing Manager from July 1999 to September 10 

2000.  I was a Credit Supervisor from 1995 until 1999.  From 1990 until 1995, I 11 

was the supervisor of the Moline Office.  Prior to 1990, I held various positions 12 

within Customer Service. 13 

Q. Have you testified previously before the Illinois Commerce Commission? 14 
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A. Yes, I have testified in Docket Nos. 00-0789 and 01-0046 Consolidated and 15 

similar proceedings before the Iowa Utilities Board. 16 

Q. What is the purpose of your testimony? 17 

A. The purpose of my testimony is to provide comments on the proposed revisions 18 

to 83 Ill. Admin. Code Part 280. In this testimony, I will address specific sections 19 

of the proposed language and explain the financial and operational impacts to 20 

MidAmerican and its customers and why several of these changes will not benefit 21 

customers as a whole. 22 

Q. Please describe MidAmerican. 23 

A. MidAmerican provides service to more than 723,000 electric customers and more 24 

than 702,000 natural gas customers in a 10,600 square-mile area from Sioux 25 

Falls, South Dakota, to the Quad Cities area of Iowa and Illinois. The largest 26 

communities served by MidAmerican are Des Moines, Cedar Rapids, Sioux City, 27 

Waterloo, Iowa City and Council Bluffs, Iowa; the Quad Cities area of Iowa and 28 

Illinois; and Sioux Falls, South Dakota. 29 

Q. Please provide an overview of MidAmerican’s position regarding Staff’s 30 

proposed changes to Part 280. 31 

A. MidAmerican believes that the majority of the proposed changes bring clarity to 32 

the rules, both for customer understanding and application by the utility, and 33 

appreciates Staff’s efforts to simplify the rules. 34 

There are, however, some provisions in the proposed rules that would be 35 

onerous to implement and add little or no value to customers.  Specific areas of 36 

concern are addressed in more detail below and include requirements for service 37 
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activation, data collection and maintenance, security deposits and deferred 38 

payment arrangements.    39 

MidAmerican’s testimony will also discuss how much it will cost and time needed 40 

to implement the proposed rules.   41 

I. SUBPART A: GENERAL 42 

Q. Please provide comments on the changes and additions in Staff’s 43 

proposed Section 280.20 - Definitions.   44 

A. MidAmerican appreciates Staff’s efforts to create clear and concise definitions.  45 

However, the definitions for non-sufficient funds and illegal taps are ambigious 46 

and should be clarified.     47 

Specifically, the term non-sufficient funds is a commonly used term to describe a 48 

situation when a customer did not have the money available to make a payment 49 

toward their utility bill.  Because the proposed definition appropriately refers to all 50 

situations when funds were not available, including non-sufficient funds, stopped 51 

payments, closed accounts, etc., the term should be changed to more accurately 52 

reflect inclusion of all these situations.  Therefore, MidAmerican recommends 53 

replacing the term “Non-Sufficient Funds” with “Returned Payment.”   54 

Additionally, to prevent any confusion regarding what an illegal tap relates to, 55 

MidAmerican suggests that the definition be changed to indicate an illegal tap is 56 

related to metered service. MidAmerican’s suggested changes are contained in 57 

Attachment A. 58 

II. SUBPART B: APPLICATIONS FOR UTILITY SERVICE 59 
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Q. Please provide general comments on the Company’s position regarding 60 

changes and additions to the proposed Section 280.30 - Application. 61 

A. In general, MidAmerican agrees with the concept proposed by Staff regarding 62 

applications for service. MidAmerican does, however, have concerns with some 63 

of the subsections contained in Section 280.30.  As the rules are written, the 64 

provisions would be very difficult to implement and administer.  These sections 65 

provide some major changes from the existing rules, yet Staff offers little 66 

rationale behind why these changes better define the utility and customer 67 

responsibilities.  Additionally, MidAmerican is concerned that the proposed 68 

language in subsection d) conflicts with Federal law as explained below.  69 

Q. Please elaborate. 70 

A. To comply with several of the subsections contained in Section 280.30, 71 

MidAmerican would need to make multiple changes to its customer service 72 

system in order to track the customer requested date versus completion date, 73 

implement system logic to identify the reason the order was not completed on the 74 

date requested, and add functionality to automatically issue the customer a credit 75 

when service turn-on is delayed by two or more calendar days beyond the 76 

proposed timelines for service activation. These changes to our customer service 77 

system would cost nearly $60,000, and Staff’s testimony does not even 78 

demonstrate a pattern of unnecessary delays in connection of service in Illinois. 79 

Consequently, it is not clear why utilities should have to expend dollars to track a 80 

problem that may not even exist.   81 
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While MidAmerican does not track customer requested connection date, order 82 

completion times and missed appointment data are tracked. Between December 83 

1, 2008 and November 30, 2009, over 84 percent of MidAmerican’s physical 84 

turn-on orders were completed within one week of the customer contacting 85 

MidAmerican, and 71 percent of these were completed within three days. The 86 

remaining 16 percent were completed beyond a week’s timeframe; however, 87 

MidAmerican is confident that this is due to customers requesting later or 88 

different dates.  MidAmerican has received only two complaints from Illinois 89 

customers regarding length of time to turn on service in the past three years.  90 

Additionally, MidAmerican has goals associated with missed appointments, and 91 

met 99.72 percent of all scheduled customer appointments in 2009. Although 92 

customers are required to provide MidAmerican with reasonable notice for 93 

connection of service, the Company provides consideration for same-day turn-on 94 

of service when it could impact the customer's health, welfare or property. Some 95 

of these situations include no heat in cold weather conditions, health concerns 96 

due to a high heat index, imminent danger of flooding without electricity, 97 

customers dependent on electricity for medical equipment or if the next day is a 98 

weekend/holiday. It is in the best interest of all utilities to activate service in a 99 

timely manner to begin generating revenue. To address its concerns, 100 

MidAmerican explains its proposed changes in further detail below.  101 

Q. Please explain the Company’s concerns with subsection 280.30 d) - 102 

Application (Application content).  103 
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A. This section provides a list of identification that an applicant may present the 104 

utility to apply for service.  Certain identification in Staff’s proposed list makes it 105 

easy for a customer to provide false information. This is compounded by that fact 106 

that the following subsection, 280.30 d) 2) allows the customer to choose which 107 

forms of identification to provide to the utility. A combination of some of the 108 

proposed forms of identification could be easily obtained fraudulently, making it 109 

difficult for the utility to prevent identity theft.  110 

For example, student identification may or may not have a photograph or an 111 

expiration date. In the Company’s experience, this in combination with a credit 112 

card is not sufficient proof of identity. The Federal Trade Commission (FTC) 113 

promulgated new “Red Flag Rules” pursuant to Section 114 of Fair and Accurate 114 

Credit Transactions Act.  Under these rules, utilities, such as MidAmerican are 115 

considered creditors and are required to develop and implement a written Identity 116 

Theft Prevention Program to detect, prevent and mitigate identity theft in 117 

connection with the opening of certain new accounts or maintenance of certain 118 

existing accounts. The proposed language in this section directly conflicts with 119 

the requirements of the Red Flag Rules. It allows for forms of identification that 120 

are easily manipulated and therefore makes it difficult to verify that the person 121 

using the identification is not using someone else’s personal information. 122 

MidAmerican prefers to strike 280.30 d) and file acceptable forms of identification 123 

in its tariff. Alternative language is proposed in Attachment A.  124 

The alternative language in Attachment A is reasonable because it allows the 125 

Company to comply with the Red Flag Rules while creating little burden for the 126 
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applicant. MidAmerican also believes that by allowing the utility to determine the 127 

forms of acceptable identification, it can better protect its customers from falling 128 

victim to identity theft.  129 

Q. Please explain MidAmerican’s concerns with subsection d) 3) of Section 130 

280.30 – Application (Application content).  131 

A. Section 280.30 d) 3) requires that if the applicant is non-residential, then the 132 

utility shall request information to determine if the applicant is a small business 133 

as defined by the number of full time employees being 50 or less. The size of a 134 

business changes over time, and it should not be the responsibility of the utility to 135 

maintain, track or verify the number of individuals a business employs. Rules are 136 

specifically designed to address residential versus non-residential consumers, 137 

and adding exceptions for small businesses will simply add confusion and 138 

unnecessary burden in application of rules.   Therefore, as noted in Attachment 139 

A, MidAmerican suggests striking this requirement. 140 

Q. Please explain the MidAmerican’s concerns with subsection d) 4) of 141 

Section 280.30 – Application (Application content).   142 

A. Section 280.30 d) 4) is confusing as written.  This subsection lists information 143 

that is required from applicants; however, in subsections C) D) E) and F), the 144 

parenthetical implies that items are optional for the applicant.  Instead, the rules 145 

should clarify that the items listed are optional for the company to 146 

request/require, not that it is optional for the customer to provide. MidAmerican 147 

has provided its suggested changes in Attachment A.  148 
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Q. Please explain the MidAmerican’s concerns with subsection i) of Section 149 

280.30 – Application (Timeline for application processing). 150 

A. Section 280.30 i) 1) describes the timeline for application processing.  151 

MidAmerican does not object to having timelines for application processing but 152 

recommends that the notification requirement in i) 2) be upon customer request 153 

only or when direct contact has not been made with the customer. The vast 154 

majority of rejected applicants are notified immediately of the rejected application 155 

while they are on the phone with our associates, in the office with our 156 

representatives, or through an e-mail when they submit an online application for 157 

service. Attempting to mail notifications regarding rejected applications for 158 

service is not only unnecessary, it is impractical since there would be no 159 

customer of record or mailing address to send a notification.  In many situations, 160 

applicants are simply calling to determine their eligibility for service without ever 161 

providing an address where service will be requested. In situations where 162 

applicants are asked to prove their identity by visiting a customer office, 163 

MidAmerican accepts or rejects the application immediately. If identification is 164 

faxed to MidAmerican, customers are notified of acceptance or rejection of the 165 

application within two hours after receipt of the applicant’s fax.  A notification 166 

letter in these situations is placing undue burden on the utility as well as 167 

increasing costs for paper, envelopes, postage and staffing to handle any 168 

returned mail that results from undeliverable notices. Therefore, MidAmerican 169 

recommends language in Attachment A that would allow for exceptions to 170 

providing written notifications.   171 
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Q. Please explain MidAmerican’s concerns with subsection j) of Section 172 

280.30 - Application (Timeline for service activation). 173 

A. The timelines set forth in this section are reasonable, but MidAmerican suggests 174 

that language be added to allow flexibility for situations where the application for 175 

service may be for a new meter set or service for new construction.  These types 176 

of service connections are not typical service requests and are more time 177 

consuming to process due to certain requirements outside of a utility’s control, 178 

such as obtaining permits, ensuring clearances, etc.  MidAmerican proposes that 179 

language similar to subsection f) of Section 280.170 be included as a new 180 

subsection 7 as noted in Attachment A.  181 

Q. Please explain MidAmerican’s concerns with subsection k) of Section 182 

280.30 – Application (Data collection and maintenance requirements). 183 

A. Section 280.30 k) is unreasonable and arbitrary.  Staff has not established any 184 

benefits to collecting and tracking this data. Additionally, the costs to do so would 185 

be significant, and the information may result in data that is subjet to 186 

misinterpretation.  Most importantly, Staff has not established how this 187 

information will indicate whether a company is adhering to the requirements of 188 

Part 280.  As such, MidAmerican suggests that this section be stricken as shown 189 

in Attachment A. 190 

Q. Please provide comments on the changes and additions in Staff’s 191 

proposed subsection b) of Section 280.35 – Revert to Landlord/Property 192 

Management Agreements (Prearrangement to be in writing).  193 
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A. MidAmerican offers landlords/property owners the option of pre-arranging the 194 

transfer or disconnection of service when tenants order service out of their 195 

names. MidAmerican has successfully managed a landlord program for several 196 

years and believes it benefits the Company, customers and property owners. The 197 

Company appreciates that the Staff recognizes the importance of providing a 198 

specialized program to better serve this particular group of customers.  199 

 The language to annually update individual arrangements with property owners is 200 

an unnecessary requirement and adds little or no value to an applicant, customer 201 

of record or property owner. While MidAmerican agrees that arrangements be in 202 

writing to ensure all parties agree to what action will be taken should a tenant no 203 

longer want gas or electric service, in MidAmerican’s experience, it is 204 

unnecessary to annually update the individual agreements with property owners 205 

because the terms do not change.  206 

Currently, MidAmerican has active agreements with nearly 24,000 property 207 

owners throughout its service territory. These agreements dictate actions to be 208 

taken in between parties on over 172,000 properties. Over 73 percent of these 209 

agreements have been in place for five or more years, and when landlords call to 210 

final services, MidAmerican’s associates ask them if they want to cancel or 211 

update their written agreements. MidAmerican offers all property owners that 212 

have written agreements the option of receiving a summary statement of all 213 

properties and the details of their agreements. This summary statement can be 214 

sent to a landlord upon request, any time a change is made to their agreement, 215 

monthly or annually depending on what the landlord prefers. This service is 216 
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offered on the original landlord agreement, it is covered in MidAmerican’s 217 

landlord brochure, and associates verbally offer to update information when a 218 

landlord calls with questions regarding the agreement. MidAmerican offers minor 219 

changes to address these concerns in Attachment A. 220 

Q. Please explain MidAmerican’s concerns with subsection c) of Section 221 

280.35 – Revert to Landlord/Property Management Agreements (Notice). 222 

A. Section 280.35 c) addresses notification and indicates the utility must 223 

“immediately” notify the owner when service is placed in the owner’s name. 224 

Using “immediately” implies the utility must call the landlord/property owner as 225 

soon as the Company is notified by the tenant.  226 

Currently, MidAmerican sends a letter to the property owner/landlord when 227 

service has transferred into the property owner/landlord’s name when they have 228 

selected the option to receive this letter. MidAmerican suggests striking 229 

“immediately” and allowing the utility to mail out the notice within three business 230 

days as noted in Attachment A.   231 

III. SUBPART C: DEPOSITS 232 

Q. Please provide comments on the changes and additions in Staff’s 233 

proposed Section 280.40 - Deposits. 234 

A. MidAmerican agrees with the intent of this section and that the utility should have 235 

the option of collecting deposits in order to secure against potential unpaid debts. 236 

MidAmerican, however, has some practical concerns regarding implementation 237 

of the changes as proposed. 238 

Q. Can MidAmerican easily implement Section 280.40 - Deposits? 239 
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A. No, as written, there are requirements within this section that are onerous for the 240 

utility and will discourage the collection of deposits. MidAmerican estimates it will 241 

cost as much as $100,000 in changes to add logic to its customer service system 242 

that would identify the proposed eight items in Section 280.40 b) 2). In addition, 243 

when quoting deposits, associates explain the reason for the request. To comply 244 

with proposed rules, the associate would have to manually enter the reason for 245 

the request into the customer service system so that the reason could be 246 

included on the notification. A discussion between the customer and the 247 

associate is more effective and timely than a written notification, as it allows the 248 

customer the opportunity to ask any additional questions.  249 

MidAmerican currently adds the deposit amount due as a line item on the 250 

customer’s billing statement. Displaying the deposit on the customer’s bill is the 251 

most clear and concise method to record it because it allows the customer to see 252 

it in relation to the rest of their utility bill.  Having all the account detail on the bill, 253 

including the deposit, ensures the customer understands the amount due. 254 

MidAmerican also sends customers a deposit certificate once the deposit is paid 255 

in full. This certificate serves as notification of the total amount of the deposit 256 

being held and the terms for refund.  257 

Over the past three years, MidAmerican has received no complaints regarding 258 

deposit requests from Illinois customers. This demonstrates that current practices 259 

already contain effective communication of the deposit requirements. Customers 260 

can find additional details regarding deposits in the Customer Information Packet 261 

as required in proposed section 280.60. The Customer Information Packet is a 262 
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more appropriate method of communication. Moreover, offering the information in 263 

the Customer Information Packet is more cost effective and ensures customers 264 

will have information related to their utility service in one place.  MidAmerican 265 

recommends subsection b) in Section 280.40 be stricken as noted in Attachment 266 

A.    267 

 Q.  Please explain MidAmerican’s concerns with subsection i) 1) of Section 268 

280.40 – Deposits (Issuance of deposit refund).  269 

A. This subsection sets out different refund criteria for small business customers. As 270 

addressed previously, MidAmerican does not believe a utility should be required 271 

to track the size of a business or treat them differently from other non-residential 272 

customers. MidAmerican’s current rate design is based on usage for non-273 

residential customers, not the type of business or number of employees. A non-274 

residential customer could have an operation with significant usage, yet only has 275 

a small number of employees. An example of this would be data center that 276 

houses multiple servers. Therefore, it is arbitrary to differentiate between small 277 

businesses and non-residential.  MidAmerican recommends Section 280.40 i) be 278 

stricken as noted in Attachment A.  279 

Q. Please provide comments on the changes and additions in Staff’s 280 

proposed Section 280.45 - Deposits for Low-Income Customers.  281 

A. Generally, MidAmerican agrees with recommended changes to Section 280.45.  282 

MidAmerican suggests striking subsection a) of 280.45, as it is redundant and 283 

already required in Sections 280.40 d) 1 and 5. MidAmerican also recommends 284 

that the language in subsection b) 3) of Section 280.45 be reworded to allow for 285 
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collection of a deposit for any unpaid final bill. Current language will force the 286 

utility to treat customers differently simply based on the time of year they incurred 287 

the debt. For example, a two-month winter gas bill left unpaid could easily be 288 

greater than 20% of the average annual billing, while a two-month summer gas 289 

bill would not. MidAmerican’s recommended changes are outlined in Attachment 290 

A.  291 

IV. SUBPART D: REGULAR BILLING 292 

Q. Please provide comments on the changes and additions in Staff’s 293 

proposed Section 280.50 - Billing.  294 

A. In general, MidAmerican agrees with the proposed language in this section. 295 

MidAmerican suggests the following changes to improve or clarify portions of the 296 

proposed rule.  297 

 Subsection b) of Section 280.50 outlines requirements regarding the billing cycle. 298 

MidAmerican recommends this rule also allow for more frequent billing. For 299 

example, allowing the Company and the customer to arrange for more frequent 300 

billing, such as twice monthly, to avoid disconnection for non-payment. See 301 

proposed language in Attachment A. 302 

To clarify subsection c) 1) G) of Section 280.50 outlining requirements regarding 303 

payment arrangement details, MidAmerican suggests a minor change to 304 

language to clarify that the installment amount displayed is the amount due and 305 

not the amount of each installment. Although we understand the amount will 306 

typically be the same, the last installment may not be exactly the same as prior 307 

installments.  308 
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Subsection c) 1) H) of Section 280.50 requires that accumulated interest on the 309 

deposit be displayed on the bill. Including the accumulated interest on the bill will 310 

confuse customers because they may believe they are entitled to that interest at 311 

that point in time. Therefore, this requirement should be removed from this 312 

Section as noted in Attachment A.  313 

Subsection d) of Section 280.50 requires that bills be mailed in envelopes. If the 314 

intent of the proposed rule is to require a utility that sends a bill in the format of a 315 

postcard to mail it in an envelope, the rule should clearly state that. However, a 316 

utility may have a customer receiving several bills and should be able to mail 317 

those bills in a box instead of an envelope. MidAmerican proposes that 318 

subsection d) 1) be stricken as noted in Attachment A. 319 

Subsections e) 2) and 3) of Section 280.50 require different due dates depending 320 

on the state where the bill is issued. Extending the due date assumes additional 321 

delays if not mailed within Illinois or a bordering state. Even though 322 

MidAmerican’s bill print operation is currently located in a bordering state to 323 

Illinois, this requirement is arbitrary, as all first class mail delivery within the 324 

continental United States typically arrives within two to three days regardless of 325 

where the mail originates.  326 

As part of its disaster recovery plan, MidAmerican ran a test in 2008 to determine 327 

delivery time for bills mailed from a facility in Pennsylvania. All bills were received 328 

throughout varying locations in our service territory within two days of mailing. 329 

Additionally, MidAmerican has received no complaints regarding the number of 330 

days to receive or pay a bill in the past 3 years. Therefore, the current due date 331 
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guidelines provide ample time for a customer to receive and pay a bill regardless 332 

of where the bill originates. MidAmerican proposes that subsections e) 2) and 3) 333 

of Section 280.50 be stricken as noted in Attachment A. 334 

V. SUBPART E: PAYMENT 335 

Q. Please provide comments on changes and additions in Staff’s proposed 336 

Section 280.60 - Payment.  337 

A. MidAmerican agrees with the proposed language of this section as long as the 338 

definition of “Non-Sufficient Funds” is changed to “Returned Payments” to be 339 

consistent with changes proposed in the Definitions, Section 280.20.  340 

MidAmerican noted its changes in Attachment A. 341 

Q. Please provide comments on the changes and additions in Staff’s 342 

proposed Section 280.65 - Late Payment Fee Waiver for Low Income 343 

Customers.  344 

A. MidAmerican believes the potential assessment of a late payment fee 345 

encourages customers to make the payment of their utility bill a priority. Not only 346 

would proposed language require significant system changes to implement and 347 

administer, the associated costs of carrying arrearages would impact all 348 

MidAmerican customers.   349 

While I am not an attorney, the inclusion of this section raises a question as to 350 

whether the mandatory waiver for low income customers violates Section 9-241 351 

of the Public Utilities Act.  220 ILCS 5/9-241.  Granting a waiver of these charges 352 

only to low income customers could be construed as granting a preference to 353 

these customers, while all other customers would incur late charges. Therefore, 354 
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MidAmerican recommends deleting this section in its entirety as noted in 355 

Attachment A.  356 

Q. Please provide comments on the changes and additions in Staff’s 357 

proposed Section 280.70 - Preferred Payment Date.  358 

A. The proposed rule as written implies that a customer who pays late twice in a 359 

twelve month period will want a preferred payment date. Staff, however, has not 360 

presented any evidence or rationale of why two late payments would indicate the 361 

customer’s need for a preferred payment date. There are various reasons why a 362 

customer may be late in paying bills, none of which is related to the bill due date.   363 

MidAmerican currently offers preferred payment dates to all customers. Based on 364 

its experience, MidAmerican finds that the most appropriate time to offer a 365 

preferred pay date is when a customer indicates difficulty making payment by the 366 

due date. In this instance, MidAmerican provides a payment extension for the 367 

first month and offers a preferred payment date to the customer going forward. 368 

MidAmerican currently has over 39,000 customers with preferred payment dates 369 

and finds that customer initiated requests are the most effective way to offer 370 

preferred payment dates.  371 

Consequently, it would be more effective to require utilities to offer preferred 372 

payment dates and allow utilities to manage how this option will work best in their 373 

operations and meet customer needs.  MidAmerican proposes striking proposed 374 

language in Section 280.70 b) as noted in Attachment A.  375 

VI. SUBPART F: IRREGULAR BILLING 376 
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Q. Please provide comments on the changes and additions in Staff’s 377 

proposed Section 280.90 - Estimated Bills. 378 

A. As written, Section 280.90 b) 2) is too restrictive and fails to consider the 379 

advancements in technologies such as Automated Meter Reading (AMR). In 380 

December 2009, MidAmerican completed the deployment of an AMR system 381 

throughout its service territory. AMR allows MidAmerican staff to read meters via 382 

a data collector located inside the meter reading vehicle, making it unnecessary 383 

for the meter reader to leave the vehicle. This technology reduced the number of 384 

safety incidents since meter readers are no longer entering customer premises, 385 

and it has reduced the number of estimated meter readings, resulting in more 386 

accurate customer bills.  387 

On occasion, however, an AMR device may not transmit a read, which would 388 

result in an estimated bill. It is unreasonable to require a meter reader to leave 389 

the vehicle to hang a door tag when both current and proposed rules require the 390 

customer’s bill to clearly indicate if the billing was based on an actual or 391 

estimated read. Subsection b) 5) of Section 280.90 requires the company to 392 

contact the customer after two consecutive estimates. This language is sufficient 393 

to ensure accurate meter readings are obtained. Therefore, MidAmerican 394 

proposes changes to subsection b) 2) of Section 280.90 as noted in Attachment 395 

A.  396 

Q. Please explain your concerns with Section 280.100 - Previously Unbilled 397 

Service (Payment).  398 
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A. In general, MidAmerican has no concerns with the intent of this Section and 399 

associated timeframes. MidAmerican interprets that the new language carries out 400 

the same intent as existing language. The new language, however, in 401 

subsections b) 1) and 2) is not written as clearly and concisely as the current 402 

language Section 280.100 a) 1) and 2). Therefore, MidAmerican suggests that 403 

the language in 280.100 b) be replaced with current language 280.100 a) as 404 

noted in Attachment A.  405 

Additionally, this section implies that a customer may have a special 406 

arrangement to pay for previously unbilled service, a deferred payment 407 

arrangement, and a medical payment arrangement running concurrently. For the 408 

reasons explained below in Subpart H, MidAmerican proposes revisions to 409 

subsection e) 2) of Section 280.100 as noted in Attachment A.   410 

VII. SUBPART G: REFUNDS AND CREDITS 411 

Q. Please provide comments on the changes and additions in Staff’s 412 

proposed Section 280.110 - Refunds and Credits.  413 

A. Staff’s proposed language in subsections c) 2 and d) in Section 280.110 is vague 414 

and could be interpreted that once a payment has posted to an account, a refund 415 

must occur within 10 days.  Refunds should not be required for payments that 416 

have not cleared the customer’s financial institution.   417 

MidAmerican is also concerned with the requirement that interest be paid on all 418 

overpayments. A utility should not have to pay interest to a customer who 419 

intentionally overpays for services rendered or has a credit as a result of a Low 420 
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Income Home Energy Assistance Program (LIHEAP) grant or other assistance 421 

payment. MidAmerican’s recommended changes are contained in Attachment A. 422 

VIII. SUBPART H: PAYMENT ARRANGEMENTS 423 

Q. Please provide general comments on language proposed for deferred 424 

payment arrangements.  425 

A.  MidAmerican appreciates Staff’s work on this section and realizes the difficulty in 426 

creating rules that allow a customer the opportunity to retain service while paying 427 

a past due debt over time. MidAmerican believes customers who enter into 428 

payment arrangements must be able to clearly understand available options so 429 

they can successfully meet their commitment. 430 

MidAmerican does not oppose payment arrangements for reasons identified in 431 

the proposed rules and, when reading each section separately, the terms and 432 

conditions appear reasonable. However, read together, the proposed rules imply 433 

that a customer can have more than one payment arrangement running 434 

concurrently. Staff failed to acknowledge the complexity and confusion caused 435 

when a customer has multiple payment arrangement options, especially when 436 

the customer could have more than one payment arrangement active at any 437 

given time with different terms. Staff has not provided any explanation of how 438 

customers would benefit by having multiple payment arrangements or why the 439 

practice of having only one payment arrangement active at a time no longer 440 

benefits customers. In addition, Staff has not demonstrated a need for the 441 

varying term requirements in the proposed rules. Specifically, the payment 442 
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arrangement requirements in the following sections all have different eligibility 443 

requirements and terms:  444 

• 280.100 e) 2) Previously Unbilled Service (Payment) 445 

• 280.120 Deferred Payment Arrangements (DPAs) 446 

• 280.125 Deferred Payment Arrangements for Low Income Customers 447 

• 280.160 Medical Certification, and  448 

• 280.180 Reconnection of Former Residential Customers for the Heating 449 

Season  450 

Simply put, it is unrealistic to expect customers to understand their options or 451 

terms of a payment arrangement when there are so many variables.  452 

MidAmerican is also concerned with partial payment allocation. Proposed 453 

language in 280.60 requires payments to be posted to arrears that “defer or 454 

eliminate the disconnection process”. However, no consideration was given to 455 

the difficulty in allocating partial payments for multiple payment arrangements 456 

when non-payment of one or more payment arrangement could result in the 457 

customer being subject to disconnection, again causing customer confusion. Due 458 

to these factors, MidAmerican has recommended changes to payment 459 

arrangement language in Attachment A to ensure customers have options 460 

necessary to meet their obligations, and that those options are clear, concise and 461 

easy for the customer to understand and the utility to administer.  462 

Q. Please provide comments on proposed subsections e) and j) Section 463 

280.120 - Deferred Payment Arrangements (DPAs) – (Bill Itemization and 464 

Reinstatement). 465 



MEC Exhibit 1.0 
 

22 
 

A. MidAmerican works in good faith with its customers and is not opposed to 466 

automatically reinstating customers’ defaulted payment arrangements when they 467 

are making genuine efforts to pay off their past due debt each month in addition 468 

to current bills. However, from a practical standpoint, MidAmerican has concerns 469 

with implementing rules as currently proposed. 470 

Providing the reinstate amount as required in subsection e) 2) A) and B) of 471 

Section 280.120, could be misleading to a customer, as this amount changes 472 

over time. Noting the reinstatement amount may be confusing to customers 473 

because it implies a specific amount is needed to retain service when other 474 

options might be available. MidAmerican would also note that automatically 475 

calculating the reinstatement amount, determining the point in time when to 476 

calculate the reinstatement amount and providing automatic notification to the 477 

customer will require system changes and cause the utility to incur costs for 478 

changes that add minimal customer benefit. Therefore, MidAmerican 479 

recommends revisions to Subsection e) 2) of Section 280.120 as noted in 480 

Attachment A.   481 

Additionally, automatically reinstating a defaulted payment arrangement up to the 482 

point of disconnection for non-payment creates a challenge for MidAmerican. 483 

The rules as written assume a customer will be disconnected immediately 484 

following the default of a payment arrangement. However, it is not unusual for a 485 

customer to maintain service for several months after defaulting an arrangement, 486 

most commonly due to temperature restrictions, delaying disconnection. 487 

Automatically reinstating defaulted payment arrangements after subsequent 488 
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billings will require extensive customer service system changes, as the utilities 489 

will need to constantly calculate and track the reinstatement amount. In addition, 490 

this creates customer confusion, as the reinstatement amount changes over 491 

time, and it would be difficult for the customer to calculate the required payment 492 

necessary for reinstatement.    493 

This option would be easier to implement and more clear for a customer if the 494 

automatic reinstatement was limited to a timeframe prior to the next billing 495 

statement. MidAmerican recommends revisions to the language in subsections j) 496 

1) and 2) of Section 280.120 as noted in Attachment A.   497 

Q. Please provide comments on the changes and additions in Staff’s 498 

proposed subsection k) of Section 280.120 - Deferred Payment 499 

Arrangements (DPAs) – (Renegotiation). 500 

A. MidAmerican is not opposed to renegotiating a payment arrangement for a 501 

customer whose financial situation has changed, but has been making a good 502 

faith effort to comply with the terms of a payment arrangement. MidAmerican, 503 

however, is opposed to the proposed language in subsection k) 3), as it is overly 504 

lenient and, as proposed, gives customers an incentive to renegotiate their 505 

original payment arrangements in an attempt to receive more favorable terms.  506 

Renegotiating the terms of a deferred payment arrangement to extend twice that 507 

of the original simply does not benefit customers long term and may have the 508 

unintended consequence of increasing the utility’s uncollectible accounts, which 509 

negatively impacts the entire customer base. MidAmerican offers modifications to 510 

proposed language in Attachment A.  511 
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Q. Please provide comments on the changes and additions in Staff’s 512 

proposed Section 280.125 - Deferred Payment Arrangements for Low 513 

Income Customers.  514 

A. MidAmerican proposes deleting Section 280.125 Deferred Payment 515 

Arrangements for Low Income Customers as noted in Attachment A and adding 516 

language to Section 280.120 Deferred Payment Arrangements to address down 517 

payment amounts and second deferred payment arrangements for low income 518 

customers. These changes simplify the rules while addressing the needs of low 519 

income customers. MidAmerican would also note that even though it 520 

recommends deleting the low income payment arrangement section, 521 

MidAmerican strives to consistently identify and address the financial challenges 522 

of our low income customers. Therefore, it is recommended that the proposed 523 

language in 280.125 b) and e) be moved to 280.120 with modifications, as noted 524 

in Attachment A.   525 

IX. SUBPART I: DISCONNECTION 526 

Q. Please provide comments on the changes and additions in Staff’s 527 

proposed Section 280.130 - Disconnection of Service.  528 

A. MidAmerican agrees with the intent of this section, but has several concerns 529 

regarding implementing this section.  530 

Q. Can MidAmerican easily implement Section 280.130 - Disconnection of 531 

Service? 532 

A. No. To comply with several of the subsections contained in Section 280.130, 533 

MidAmerican would need to make multiple system changes to implement the 534 
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disconnection procedures described in the proposed rule changes. MidAmerican 535 

estimates that these system changes would be approximately $1.5 million.  536 

Specific concerns with this Section are discussed below. 537 

Q. Please describe some of the cost implications of Section 280.130 e) - 538 

Disconnection of Service (Method of disconnection notice delivery). 539 

A. Section 280.130 e) requires all notices to be mailed through the United States 540 

Postal Service (USPS). Staff attempted to address this concern with 280.130 e) 541 

4), but the proposed rules still require mailed notices through the USPS. 542 

Although many customers continue to use the USPS for sending and receiving 543 

bills and payments, the rules do not allow for the use of more cost-effective and 544 

environmentally-friendly methods. For example, it is becoming increasingly 545 

common for customers to request communications electronically. MidAmerican 546 

currently has almost 55,000 customers receiving electronic billing notifications 547 

and this number continues to grow. The rules should allow the utility to determine 548 

the most efficient method for communicating with its customers and the flexibility 549 

to honor customer requests regarding how bills and correspondences are sent 550 

and received. MidAmerican recommends the Illinois Commerce Commission 551 

(Commission) allow alternate communication methods and offers proposed 552 

language in Attachment A.  553 

Q. Are there any additional changes MidAmerican recommends to Section 554 

280.130 - Disconnection of Service? 555 
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A. Yes, the language in Sections 280.130 g) 3) and 280.130 g) 4) is confusing as 556 

written, and appear to conflict with each other.  MidAmerican’s recommended 557 

clarifications are contained in Attachment A.  558 

Q. Do you have any concerns with subsections i) of 280.130 - Disconnection 559 

of Service – (Warning letter required instead of Appendix A disconnection 560 

notice for occupant usage without valid customer)? 561 

A. Yes.  MidAmerican has concerns with 280.130 i) regarding the requirement of a 562 

warning letter when there is usage without a valid customer. It is common 563 

practice for utilities to leave service on between tenants. Not only is it cost-564 

effective for the utility to eliminate unnecessary work at a premises, it offers 565 

uninterrupted service to new tenants and property owners. It is a reasonable 566 

expectation for a customer moving into a property to contact the utility for service 567 

and unreasonable to expect utilities to deliver warning messages and allow 10 568 

days prior to turning service off when there is no customer of record.  569 

This section also requires the utility to send a duplicate warning to the landlord or 570 

property manager prior to disconnection. However, Section 280.35 sets forth a 571 

comprehensive plan for landlords or property owners to manage their accounts. 572 

The utility should not have additional requirements beyond those set forth in 573 

Section 280.35 for landlords/property owners who choose to not have a landlord 574 

agreement. Therefore, the language in 280.130 i) should be stricken as noted in 575 

Attachment A.  576 

Q. Do you have any suggested changes to subsections k) of Section 280.130 - 577 

Disconnection of Service – (Obligation to act)? 578 
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A.  Yes.  MidAmerican agrees with the language in Section 280.130 k) in that a utility 579 

should not threaten disconnection unless it actively attempts to collect. However, 580 

the language in this section specifically requires that the utility must attempt to 581 

physically disconnect service after four notices. MidAmerican has two concerns 582 

with this section. First, there are reasons beyond the utility’s control that result in 583 

the issuance of notices without disconnection. Weather is the most common 584 

cause preventing disconnection. MidAmerican may intend to disconnect, but 585 

cannot take action because of winter temperature restrictions. In the five-month 586 

period from November 1, 2008, to March 31, 2009, there were only 29 non-587 

consecutive days in which temperatures were such that MidAmerican could 588 

disconnect. In addition, Staff’s proposed language does not address under what 589 

circumstances a utility can resume sending disconnect notices. The following 590 

example depicts a potential situation, which demonstrates the need to allow 591 

utilities flexibility in the issuance of disconnect notices. 592 

A customer establishes a deferred payment arrangement following the receipt of 593 

a disconnect notice (#1) in October. The customer defaults on the payment 594 

arrangement the following month, triggering an immediate disconnect notice (#2) 595 

in November. At that point, temperature guidelines prevent disconnection of 596 

service in the following 45 days from issuance of the second disconnect notice as 597 

well as the December and January notices (#3 and #4). The rules as written 598 

leave the utility with no way to disconnect this customer or collect the debt under 599 

this scenario. MidAmerican recommends additional language in Attachment A 600 
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that will provide flexibility for utilities who continue to proactively attempt to collect 601 

past due balances.   602 

Q. Please provide comments on the changes and additions in Staff’s 603 

proposed Section 280.140 - Disconnection for Lack of Access to Multi-604 

Meter Premises. 605 

A. MidAmerican appreciates Staff’s efforts in developing language that recognizes 606 

the importance of a utility’s ability to gain access to its meters and equipment. 607 

MidAmerican’s only comment in this section is to recommend that Section 608 

280.140 b) 2) and 3) be clarified. As currently written, the customer must have 609 

failed three consecutive times to provide access for non-payment and four 610 

consecutive times to provide access for meter readings. MidAmerican 611 

recommends the word “and” be replaced with “or” at the end of 280.140 b) 2) as 612 

noted in Attachment A. 613 

X. SUBPART J: MEDICAL CERTIFICATION 614 

Q. Please provide comments on the changes and additions in Staff’s 615 

proposed Section 280.160 - Medical Certification. 616 

A. As previously discussed, the requirement of several different types of payment 617 

arrangements is confusing for customers and difficult to administer. MidAmerican 618 

is not opposed to offering a payment arrangement when a valid medical 619 

certification is presented, but suggests a utility be required to offer a payment 620 

arrangement as defined in Section 280.120. MidAmerican’s proposed changes to 621 

Section 280.160 h) are contained in Attachment A.   622 

XI. SUBPART L: UNAUTHORIZED SERVICE USAGE 623 
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Q. Please provide comments on the changes and additions in Staff’s 624 

proposed Section 280.190 - Treatment of Illegal Taps.  625 

A. MidAmerican agrees that the utility has an obligation to investigate allegations of 626 

unreasonably high usage. However, MidAmerican does have serious concerns 627 

with this section, as the proposed language requires the utility to investigate each 628 

high bill complaint as though it is caused by an illegal tap or diversion of service. 629 

In MidAmerican’s experience, the number of high bill complaints has yielded very 630 

few outcomes where the cause of the abnormal usage was the result of an illegal 631 

tap or diversion of service.  632 

Service connection beyond the customer’s meter is the responsibility of the 633 

property owner. The utility’s obligation to assist the customer should end once 634 

the utility has made a reasonable attempt to ascertain the reason for the usage. 635 

A utility has no authority to force a property owner to rewire or re-pipe 636 

infrastructure on the customer side of the meter. MidAmerican’s proposed 637 

changes in Attachment A are intended to reflect the fact that the proposed 638 

language is beyond the control of the utility.   639 

Q. Please provide comments on the changes and additions in Staff’s 640 

proposed Section 280.200 - Tampering and 280.205 - Non-Residential 641 

Tampering.  642 

A. MidAmerican recommends that customers who tamper, whether residential or 643 

non-residential be treated consistently. Therefore, MidAmerican recommends 644 

moving the disconnection language in 280.205 b) for non-residential customers 645 
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to Section 280.200 for residential customers and deleting Section 280.205 in its 646 

entirety as shown in Attachment A.  647 

Q. Please provide comments on the changes and additions in Staff’s 648 

proposed Section 280.210 Payment Avoidance by Location (PAL). 649 

A. MidAmerican appreciates Staff’s efforts in developing a rule that stops residents 650 

from continually changing the responsible party to avoid payment of a utility bill. 651 

However, this section as written is impractical to implement, and the proposed 652 

language is so narrowly tailored that the requirements of this section undermine 653 

the intent of the proposed rule and render any remedy meaningless. It would be 654 

rare, if not impossible, for MidAmerican to apply this section to any real-life 655 

situation.  656 

The premise of the rule itself is faulty. For example, not only does it allow a 657 

customer to avoid payment without consequences as long as they only do it 658 

once, it also absolves them of responsibility if the amount outstanding is less 659 

than 75 percent of the annual estimated charges. Therefore, MidAmerican 660 

recommends the changes noted in Attachment A.    661 

XII. SUBPART N: INFORMATION 662 

Q. Please provide comments on the changes and additions in Staff’s 663 

proposed Section 280.240 – Public Notice of Commission Rules.  664 

A. Proposed language in Section 280.50 c) 2) requires the Commission’s contact 665 

information be included on all billing statements, and subsection b) 2) N) of 666 

Section 280.260 also requires that notice of the availability of the Commission’s 667 

rules be included in the Customer Information Packet. These two notifications are 668 
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sufficient reference for availability of Commission rules. MidAmerican requests 669 

that the requirement to send a written notice annually be deleted as noted in 670 

Attachment A. 671 

Q. Please provide comments on the changes and additions in Staff’s 672 

proposed Section 280.250 - Second Language Requirements.  673 

A. MidAmerican realizes there are hundreds of languages spoken by its customer 674 

base and the importance of communicating with those customers. However, 675 

Staff’s language does not define how a utility would determine a “demonstrated 676 

need” to meet the requirements of this Section. Currently, any customer who 677 

does not speak or read English can call MidAmerican and obtain assistance 678 

through the Company’s language line, which provides translation services for 679 

over 170 languages. It is impractical to expect a utility to add the proposed 680 

statement in a variety of languages as required by this section. MidAmerican’s 681 

language line service addresses the needs of almost all non-English speaking 682 

customers and, therefore, MidAmerican recommends Section 280.50 be deleted 683 

as noted in Attachment A.   684 

Q. Please provide comments on the changes and additions in Staff’s 685 

proposed Section 280.260 - Customer Information Packet.  686 

A. MidAmerican distributes a Customer Information Packet to all new customers, as 687 

well as existing customers upon request. MidAmerican agrees that this packet is 688 

an important communication tool. However, the minimum requirements in 689 

Section 280.260 b) 2) are not clearly defined. For example, MidAmerican is 690 

unclear what information is required for “procedures for billing” or “a description 691 
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of the estimated bill process.” MidAmerican recommends the changes to 692 

subsection b) 2) of Section 280.260 as noted in Attachment A.  693 

 Additionally, MidAmerican has concerns with subsection d) of Section 280.260. 694 

The Company is willing to provide the Manager of Consumer Services Division 695 

with an updated copy of our Customer Information Packet each year; however, 696 

Staff does not make it clear why they would need to see this item 45 days ahead 697 

of it being made available to customers. The proposed language is overreaching, 698 

as proposed rules already stipulate the necessary content of this packet. 699 

MidAmerican’s recommended changes to this subsection are noted in 700 

Attachment A.  701 

Q. Please provide comments on the changes and additions in Staff’s 702 

proposed Section Appendix A – Disconnection Notice. 703 

A. The information and terms proposed to Appendix A – Disconnection Notice 704 

(Notice), is confusing and in some cases irrelevant.  Specifically, the “Issuance 705 

Date” may be confused with the ten-day “Due Date.” The proposed changes to 706 

Appendix A also require utilities to list an “effective date,” this too may be easily 707 

mistaken for the due date. MidAmerican recommends minor changes to the 708 

proposed Notice as noted in Attachment A.  709 

Q. Please provide comments on the changes and additions in Staff’s 710 

proposed Section Appendix C – Public Notice.  711 

A. MidAmerican has no concerns with the proposed language.  However, as noted 712 

in comments related to 280.240, MidAmerican requests that the requirement to 713 
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send a written notice annually be deleted and reworded to only require 714 

information be posted on a utility’s Web site.  715 

Q. Please provide comments on the changes and additions in Staff’s 716 

proposed Section Appendix D – Insert to be Included with Each 717 

Disconnection Notice Sent to Residential Gas and Electric Customers.  718 

A. MidAmerican understands the importance of communicating with customers and 719 

currently includes an insert with every disconnection notice. MidAmerican has 720 

made minor changes to this Insert as noted in Attachment A.  721 

XIII. General Comments, Implementation Time-line and Cost Impacts 722 

Q. Please provide an overview of MidAmerican’s position regarding the 723 

communication requirements in the proposed changes to Part 280.  724 

A. Staff recommends several changes to Part 280 dictating the type of 725 

communications utilities send to customers. Although Staff’s proposed rules 726 

allow utilities some alternative forms of communications, these alternatives do 727 

not allow enough flexibility for utilities to decide when and how to best 728 

communicate with its customers.  Specifically, several sections of the rules 729 

require that more information be added to customer bills and undermine 730 

MidAmerican’s ongoing effort to provide customers with a clear and concise bill.   731 

MidAmerican is always looking for ways to improve overall customer satisfaction.  732 

For example, in 2005, MidAmerican introduced a new bill design in response to 733 

customer satisfaction survey results and customer complaints. To ensure 734 

concerns regarding bill format and ease of reading were addressed, several 735 

focus groups were held to gain customer input.  Focus group results indicated 736 
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that customers preferred a brief, one-page bill with an adequate size font, and 737 

important information, such as due date and amount due in a format that is easy 738 

to find. Taking all available customer feedback into consideration, MidAmerican 739 

designed a bill that was clear and concise, and the result was increased 740 

customer satisfaction scores related to billing, and a reduction in customer 741 

complaints. In 2009, MidAmerican only received three customer complaints 742 

regarding the bill format and fears the additional information required in proposed 743 

rules will lead to increased customer complaints.  744 

MidAmerican uses a variety of means to communicate with customers and looks 745 

for the most effective and least costly method, which also contributes to keeping 746 

rates stable. In the 2009 Residential Electric JD Power customer satisfaction 747 

survey, MidAmerican ranked first in the Midwest for large utilities. One of the 748 

components considered in this survey is communication with customers, which 749 

accounts for 13 percent of the overall ranking. In the communications segment, 750 

MidAmerican ranked first out of the 16 large Midwest utilities surveyed, indicating 751 

customers are very satisfied with the communications they receive from 752 

MidAmerican.     753 

MidAmerican recommends that utilities be allowed to determine the best way to 754 

communicate with customers. The proposed changes outlined throughout 755 

Attachment A allow the utilities the flexibility to determine how and in what format 756 

to communicate specific items Staff would require utilities to provide.   757 

Q. Please explain what MidAmerican would need to do to implement the 758 

proposed Part 280 changes. 759 
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A. In addition to the significant system changes and costs noted below, a large 760 

number of operational changes would be necessary. This would include updates 761 

to all procedural documents, training of all personnel, and a potential need to 762 

increase the number of field resources.  763 

Q. How much would these changes cost? 764 

A. MidAmerican completed a high level estimate of required system changes 765 

necessary to its customer service system to comply with proposed changes at 766 

approximately $4 million. The proposed changes would require major 767 

architectural and functionality changes within the Company’s customer service 768 

system. Extensive testing would be required to maintain data integrity and billing 769 

accuracy within the Company’s customer service system. Approximately $1.7 770 

million of the estimate is required to comply with the proposed language related 771 

to payment arrangements, including special arrangements and medical payment 772 

arrangements. An additional $1.5 million would be required to implement new 773 

timelines for disconnection notices and concurrent collection activity. Other high 774 

cost items include changes to the Company’s customer service system for 775 

service process and deposit functionality. MidAmerican did not calculate the 776 

ongoing operational costs associated with updating procedural documents, 777 

training of all personnel, and a potential need to increase the number of field 778 

resources, but acknowledges these will also be significant.  779 

Q. How long would it take MidAmerican to implement these changes? 780 
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A. If rules are adopted as proposed, MidAmerican estimates system changes to 781 

take a minimum of 18 to 24 months. MidAmerican will not begin work on 782 

necessary system changes until final rules are adopted.  783 

Q. Does this conclude your direct testimony? 784 

A. Yes. 785 


